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The study investigates users’ satisfaction and 
loyalty toward services level, safety and 
environment that provided by the rail transit at 
Klang Valley. It shown the relationships to 
customer satisfaction, loyalty , environmental, 
services, and safety factors. The data was analyzed 
using descriptive statistics, quantitative analysis and 
Processing for the Social Science (SPSS). Safety is 
the most important factor which is 100% that 
customer pay close attention and followed by 
services level and environment. The findings 
indicate the positive or negative significant 
relationships between customer satisfactions and 
loyalty to environment, services level and safety. In 
the result, that shown as well as positive significant 
relationship between environmental, safety, 
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Malaysia is served by an excellent transport system. 
Once you are in the country there is always 
transport available to you to even remote areas. In 
Klang Valley, there are several public transport 
which is bus , taxi and rail transit. Klang Valley is a 
large number of migrants within Malaysia which is 
roughly to 7.5 million people
1
 and it included 
foreign workers that mostly from Indonesia, India 
and Nepal who live and work in this area. With 
many of migrants that having to commute long 
distances to get to work, public transport play a 
vital role in commuting passengers to their work or 
the place their desire but more important is to 
reduce traffic congestion. Rail transit is one of the 
public transport in Klang Valley. There is three 
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  Mass Rapid Transit 
monorail. There are two LRT network in Klang 
valley which is PUTRA LRT and STAR LRT. 
Klang Valley MRT is estimated to be complicated 
on 2013. To encourage and maintain the number of 
usage rail transit, we will require a great 
improvement of public transport system and 
strategy to reduce the congestion problem in the 
Klang Valley area. There are three prominent 
factors which are environment, services level and 
safety will affect the customers’ satisfaction and 
loyalty to rail transit. 
This paper is a part of a study conducted 
on rail transit services, safety and environment 
focusing on the importance of the relationship 
between the factors and customer satisfaction and 
loyalty in Klang Valley. From the existing literature 
and the survey, this paper addresses services level, 
safety, and environment as variables affecting the 
passengers’ satisfaction and loyalty. 
 
1.1 Problem Statement 
 
Malaysia is served by an excellent transport system. 
Once you are in the country there is always 
transport available to you to even remote areas. So 
it is high competitive between the public transport. 
The problem found out was many organizations are 
ignoring the important of customer satisfaction and 
loyalty. Customer satisfaction and loyalty not only 
maintain or increasing the number of users but also 
profit. Various factors that affect the satisfaction 
and loyalty of customer such as environment, 
services level and safety of the transport also affect 
the passengers trend to others transportation. So we 
can ignore the factors that influence the customer 
satisfaction. A great improvement as Japan 
provided a great environment, services and safety to 
attract the passengers. It may a good reference to 
improve the rail transit in Klang Valley 
 
1.2 Significant of Study 
The is aims to bring the massage that the 
important of the environment, services 
level and safety of the public transport to 
satisfy the customer and  increasing 
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number of  user that benefit the 
organization and the public. 
 
1.3 Research Question 
 
The question going to bring out is: Will 
environment, services level and safety of rail 





1.4.1 To identify the environment, 
services level and safety to customer. 
1.4.2 To analyze and find the 
relationship of the satisfaction and loyalty of 
the customers about 
the environment,  services level and safety 
of rail transit. 
 
 
2.0 LITERATURE REVIEW 
2.1 Satisfaction and Loyalty 
Satisfaction and loyalty of customer is an important 
terms for a company. Satisfaction and loyalty is 
closely linked .In the familiarity-liking theory, 
Rindfleisch and Inman (1998) mentions that an 
individual’s loyalty to a service provider can 
influence his or her degree of satisfaction with the 
service. On the other hand, Lavesque and 
McDougall (1996) defined customer satisfaction as 
an overall customer attitude towards a services 
provider which has different levels of specificity in 
various studies. According to Yi (1990), product-
level customer satisfaction can be generally defined 
as the customer’s response to the product or 
services. Therefore, customer satisfaction has 
become a key intermediary objective in service 
operations as it indicates organizational 
performance (Ranaweera and Prabhu, 2003).  
According to Lam and Burton (2006), they found 
that loyal customers are more likely to involve in 
repeat purchases from a supplier or increase their 
“share” of purchases from a particular supplier. 
Eventually, customer loyalty can lower costs and 
increase profitability, as well as generating better 
profit (Reichheld and Sasser, 1990). In the study of 
Almeida (2001), expressed this relation to the 
equation: “User’s Satisfaction (S) = Perception (P) / 
Expectation (E)”. By knowing the users’ needs, we 
can keep a good relationship with its users. 
2.2 Environment 
Railway transit need provided the comfortable 
environment to passenger. In transport it is 
axiomatic that passenger comfort is extremely 
important. In the study of Julie Baker (1996), a 
conceptual model is developed that explains how 
the service environment may influence waiting time 
perception through affect and thus influence overall 
evaluation of the service encounter. Based on this 
model, a set of propositions about the effects of 
specific environmental elements such as lighting, 
colour, spatial layout, and temperature on affect and  
perception  of waiting  time  is presented. The 
propositions offer guidance for future research on 
waiting time perception and to managers making 
service facility design decisions. The comfortable 
environment is the expectation of customer in the 
service. ). Hinamen, Nijkamp and Padjen (1992) 
suggested that  transport policy can improve 
environmental quality or sustainability if it 
decreases VMT, auto  production and ownership, 
and increases the use of technological measures for 
cleaning exhaust gases. In  the study of K. Rohana 
(2011), it found the positive relationship between 
the customer satisfaction, loyalty and environment 
as below. 
 
2.3 Services Level 
“Service quality is a measure of how well the 
service level that is delivered matches customer 
expectations, while a firm delivering quality service 
means conforming to customer expectations on a 
consistent basis ( Joewono and Kubota, 2007; 
Transportation Research Board, 1999, 2004)” (Lai 
and Chen, 2010). According to Kishel (1993), the 
product or service including fundamental factors 
such as goals, quality design, style, durability, color, 
materials and costs. 
2.4 Safety 
Whether we are travelling on a bus, tram or train, 
there are safety systems and procedures in place is 
needed to confidence the passenger during in the 
train. Safety of the transport is the most concern of 
the customer. It effects the customer loyalty with 
the frequency of accidence. Rail safety is 
multifaceted. It was clear from the start that 
privatisation could affect railway safety. The rail 




warranty the customer. The improvement dynamic 
of MRT is needed with application of modern 
technology. Safety is protected from against failure, 
breakage or accident. According to R.M.Charles 
(1975), say that safety is the quality or state of not 
presenting risks and the condition of being safe is 
freedom from exposure to danger, exemption from 
hurt, injury or loss. In the study of K. Rohana 
(2011), the main important element that influence 
customer satisfaction with public transportations 
are safety (34.3%) followed by accessibility, 
reliability, fares, communication and experience, as 
illustrated in Table 1. 
 
 








Independent Variables    Dependent Variables 
 
Customer satisfaction and loyalty is he 
dependent variable of the research while the 
independent variables which are environment, 
services level and safety are used to measure the 
customer satisfaction and loyalty to rail transit. 
 
3.0 METHEDOLOGY 
In this chapter, it discuss the method that we use to 
collect the information which is through distributed 
the questionnaire to respondents. The survey was 
pre-tested with 100 users for content validity before 
the survey was carried out. Consequently, the 
survey was conducted at various rail transit station 
around the area of Klang valley which at Hang 
Tuah, Plaza Rakyat, Titiwangsa and Majis Jamek 
An optional question and a five-point scale was 
used to describe the items listed in the dimensions 
ranging from “very strongly disagree” to “very 
strongly agree” for all the questions involved in the 
study. Hundred questionnaires were distributed; 
however, all were collected, 100% are giving a 
response. 57% of the respondents were male and 50% 
were Malays. The age of the overall majority of 
respondents was between 17-30 years old. Most of 
them was student and worker (89%). As well as 
common users of public transport (83%), although 




In this study, proposed to environment, services 
level and safety as factors to measure the customer 
satisfaction and loyalty. From the factors, we have a 
measure as the table 1. 
Factors Terms 
Environment  Rail Transit Station 
Clearness 





Services Level  Speed 
 Counter Service 
 Number of MRT 
 Public Facilities 
 
Safety  Confidence 




The first factor that we concern is environment. 
From the figure 1, it shown that 75% of the 
respondent is satisfy the clearness of the rail transit, 
92% satisfy for the layout and 80% satisfy to the 
comfortable environment. Environment will affect 
the satisfaction of customer. In the survey, 25% 
respondent respond that clearness of rail transit is 
unsatisfy. But the layout of rail transit is shown a 
good result which is 8% is not satisfy and 20% is 
not satisfy on the comfortable. From the result, it 
shown that the majority of the respondents is satisfy 











Figure1: Satisfaction To Rail Transit Environment 
Next factor is services level. That consist speed and 
comfortable, counter service, number of rail transit, 
public facilities. From the figure, it shows that most 
of the respondents are satisfy to the services of rail 
transit which is 80%  satisfy the speed and comfort, 
76% satisfy the counter service and 80% satisfy the 
number of transit but 70% are unsatisfy the public 
facilities such as public toilet and public phone. 
From the result of the survey, fewness of the 
respondent are not satisfy to the service of rail 
transit. Some of the cause is the attitude of counter 
service where they are un-politely and un-patiently 
to serve customer. In the addition, number of transit 
is less within peak hour and less sign of public 
facilities. Public facilities such as public toilet and 
public phone, there is majority of the public phone 
are can’t functionable and can’t find the signboard 
for public toilet. 
 
Figure 2: Services Of Rail Transit 
Safety is the third factor that will affect the 
customer satisfaction and loyalty. Form the pie, it 
shows that 80% from the total respondents is 
confidence to the rail transit but 20% is not 
confidence. Confidence to the safety of rail transit 
may affect the customer loyalty. From the survey, 
we found the reason that respondent less confidence 
to the rail transit is because they heard the news 
about the accident that happen in Klang Valley. As 
a result, safety will influence the customer 
satisfaction and reduce the number of ride. 
 
Figure 3: Safety of Rail Transit 
From the figure 4, we have a survey to respondents 
which mode of transport that they will choose based 
on the current environment, services level and 
safety. The pie show there result which is 68% of 
the total respondents will preferred rail as transport, 
30% preferred bus and 2% preferred taxi as 
transport in Klang Valley. In the result, shown that 
rail transit is more satisfy the customer demand 
compared with others public mode in Klang Valley. 
 
Figure 4: Preffered Mode Of Transport 
 
5.0 CONCLUSION 
Rail transit due to its efficiency and effective public 
transport mode based on its time speed,  fare, 
accessibility, reliability, communication, comfort 
and safety. There have a positive significant 
relationship between satisfaction and loyalty with 
environment, services level and safety. Provide a 
good environment, services level and safety journey 
to passenger is the way to maintain the customer 
satisfaction and loyalty to rail transit. The positive 
significant relationship between satisfaction and 
environment will relate that the public will assist in 













































changing mode of transport to save the environment. 
In the survey , a good environment can improve 
through lighting, colour, spatial layout, and 
temperature such as design a creative at the rail 
transit station or LRT. Believes that can influence 
passengers mood in the day. Indeed, when a 
customer is satisfied with the product or services, 
the customer will hold a commitment to re-buy or 
re-patronize a preferred product or service 
consistently in the future (Oliver, 1999). So 
services quality is a term that can’t ignored. 
Improvement of rail transit services such as counter 
service attitude, signboard, or commander around 
rail station to show the passengers direction. 
Passenger most concern on the safety transport than 
others. It needs to pay more attention to improve 
the technology of the rail. To keep the loyalty of 
customer, government should have a government 
policy and institutional support for the management 
of public transport and the provision of its service, 
investments and monitoring. An Aspects of 
integration and comprehensiveness of the present 
network is generally poorly coordinated, lacks 
continuity of routes as well information to help 
make informed and planned journeys. 
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